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ABSTRACT

This study was carried out to examine the impact of Total Quality Management (TQM) on organizational performance using First Bank Plc, Ikotun as a case study. Specifically, the study examined the impact of TQM in First Bank, Ikotun, the level of managements involvement in TQM implementation in First Bank, Ikotun, the challenges militating against TQM implementation in in First Bank, Ikotun, and examined if the application of TQM principles in in First Bank, Ikotun has led to the significant success of their project. The study employed the survey descriptive research design. Questionnaire was used for data collection which was raised against a four Likert scale of Strongly Agree(SA), Agree(A), Strongly Disagree(SD) and Disagree(D). A total of 80 respondents were purposively selected as sample size comprising of 4 selected First bank branches in Ikotun. Out of the 80 respondents, 72 responses were validated from the survey. The study adopted the EFQM Excellence Model. From the responses obtained and analysed, the findings revealed that there is a significant relationship between Total Quality Management (TQM) and increased organizational performance. This is as a result of the Pearson Correlation Analysis (.892**) showed a positive correlation between TQM and increased productivity. This implies that Organizations that who adopts TQM  in their business tends to increase productivity and service delivery quality as well as customer satisfaction. The findings of this study indicated that TQM has a strong positive impact on organisational performance. These findings support the argument of TQM proponents that companies can achieve the higher levels of both financial and non-financial results by implementing TQM philosophy. On the basis of these findings, it was recommended that Top management in organizations and First Bank Plc should continue their effort in considering total quality management as a priority for their company in the future and involving the company to TQM implementation at all levels. More so, the company should continue its look into ways to increase its employee’s empowerment and participation. Continuous improvement is an important factor in TQM. The company should give this more attention in regards to the value of its implementation. Further more, all the TQM principles must be implemented in order to achieve organizational goal targets.
CHAPTER ONE

INTRODUCTION

1.1
Background of the study

In recent decades, the market environment has been dramatically altered by globalization, intense global competition, and ever-changing customer needs. Different quality management standards, such as ISO9000 and Total Quality Management (TQM), have been introduced as a result of the above changes. TQM, on the other hand, has gotten a lot of press in recent years as a new way of managing businesses to increase productivity. Several studies have shown that overall high-quality adoption improves organizational success.

Total Quality Management (TQM) has become a global subject in the twenty-first century. It was primarily introduced by many Japanese companies in the decades following World War II, with Japanese companies gaining greater prominence in the 1980s. Its history can be traced back to both the United States and Japan.

Companies all over the world discovered that they needed strong quality management practices to stay competitive (Lagrosen, 2002), as cited in Al-Damen & Rula (2010). Total Quality Management (TQM) is a transformation of the current business model. It's a tried-and-true strategy for surviving in a world of competition. An entire organization's culture and practices can only be changed by changing management's attitudes. Total quality management (TQM) is a management approach that emphasizes quality and involves all members of the organization. Its goal is long-term viability.
TQM, in other words, is a management philosophy that enables an organization to efficiently and effectively meet the needs and expectations of stakeholders while adhering to ethical standards (ISO, 8404, 1994), as cited in Rula (2010). TQM is generally used in the world. Many companies have realized that successfully implementing TQM would improve their competitiveness and provide strategic market advantages. Several studies have shown that adopting TQM practices will aid international business success (Anderson, Fornell, & Lehmann, 1994 cited in Yong, J. and Wilkinson, A. (2001).  According to many analysts, TQM implementation has resulted in increases in productivity, growth, and competitiveness in only 20 to 30 percent of companies that have implemented it (Saraph, J.V., Benson, G.P. and Schroeder, R.G., 1993).

According to a study of manufacturing companies in Georgia, TQM benefits include improved performance, workforce engagement, teamwork, working relationships, customer loyalty, employee satisfaction, productivity, communication, sustainability, and market share (Dale, Zairi, Vanfder Wiele & Williams, 2000).

According to a report by Vecchi, A., and Brennan, L. (2009), implementing TQM improves employee relations, working procedures, customer satisfaction, and financial performance by 90 percent. However, Burrows (1992), cited by Vecchi et al, found that initiated TQM implementation programs fail 95% of the time, and that TQM implementation has uncertain or even negative effects on outcomes (Deming Prize. (2011), & Das, A., (2006). Getting good product quality and successfully implementing TQM, according to Boje, D.M. and Winsor, R.D. (1993), is highly dependent on top management support.
A systematic approach to project management is total quality management. It involves things like continuous growth, employee planning and retraining, customer loyalty, top management support, defect-free products on the first try, avoiding rework, and cost efficiency, among others.
According to Boaden, R.J. (2002), total quality management covers all practices that administrators use to improve their quality and policies, such as quality preparation, evaluation, assurance, and enhancement. It is a method of getting assurance and quality rid of low quality production rather than getting rid of low quality products. Total quality management (TQM) is a business strategy that allows everyone in the organization to collaborate in order to improve quality and satisfy customers.

Continuous progress is a strategy that aims to enhance the method of transforming inputs into outputs indefinitely. According to Dahlgaard, J.J., Kristensen, K. and Kanji, G.K. (2004), the three main ideologies of TQM are continuous growth, which is a never-ending drive to better, everyone's involvement in the organization's objective of consumer loyalty, and constant training of staff on quality practices and principles.

According to Anwar, A.S., and Jabnoun, N. (2006), quality can be measured using explicit parameters. Newlove (1987) and Pateman (2004) used the concept of compliance with specifications to describe continuity in productive organizations, as cited in Anwar, A.S., and Jabnoun, N. (2006). On the first attempt, all members of the quality team should aim to produce high-quality products. This would ensure consumer satisfaction while lowering rework costs. Quality has a huge financial effect on every aspect of an organization. The most visible effect occurs when low output results in dissatisfied customers, which leads to business failure. Despite the fact that ISO,9000 applications have drawbacks, the benefits cannot be overlooked.
1.2
Statement of the problem

The effectiveness and implementation of quality management programs are the day by day in today's competitive world, where consumers are more aware of product quality. Advanced Manufacturing Technology (ATM), Total Quality Management (TQM), Total Preventive Management (TPM), Just in Time (JIT), Six-Sigma, and Lean Manufacturing are just a few of the initiatives listed in the literature.

Long-held management doctrines have been broken, and conventional product production and delivery structures have become obsolete as a result of these new competitive strategies. Companies would only be able to survive if they make a difference in the face of such fierce competition on all fronts. "In order to compete in a competitive market, our products, processes, and services must be at a higher quality than our competition," said John Young, the president of Hewlett-Packard. Consumer preferences and demands have risen to the fore in every area of corporate life.

The days of businesses standing on their laurels and pretending to have a franchise of the best products and services are long gone. As a result of the relentless surge of technological and environmental change, many businesses have become increasingly less attuned to the ever-changing realities of today's consumers' needs and expectations, leading their processes, activities, and skills to become increasingly less attuned to the ever-changing realities of today's consumers' needs and aspirations.

Despite the fact that continuous improvement in processes, technology, and skills is the rule of thumb in today's industry, many businesses lack the sense of urgency needed to reconsider the demands of the modern business model.

Quality assurance and service delivery are already seen as optional extras rather than essentials in many organizations. As a result, a large number of businesses are looking to improve their productivity. As a result, the aim of this research is to look into the effect of Total Quality Management (TQM) on organizational success.
1.3
Purpose and Objectives of the study

The primary purpose and objectives of this study is to examine the impact of Total Quality Management (TQM) on organizational performance using First Bank Plc, Ikotun as a case study. Specifically, this study seeks to: 

Examine the impact of TQM in First Bank, Ikotun. 

Examine the level of managements involvement in TQM implementation in First Bank, Ikotun. 

Examine the challenges militating against TQM implementation in in First Bank, Ikotun. 

Examine if the application of TQM principles in in First Bank, Ikotun has led to the significant success of their project.
1.4
Research Questions

The following questions guide this study:

What are the impact of TQM in First Bank, Ikotun? 

What is the level of managements involvement in TQM implementation in First Bank, Ikotun? 

What are the challenges militating against TQM implementation in in First Bank, Ikotun? 

Has the application of TQM principles in in First Bank, Ikotun has led to the significant success of their project.
1.5
Research hypotheses

Hypothesis refers to an experimental statement, tentative in nature, showing the relationship between two or more variables. It is open to test and can be accepted or rejected depending on whether it agrees or disagrees with the statistical test.
The study will test the validity of the following hypothesis:

H0: There is no relationship between Total Quality Management (TQM) and increased organizational performance.

HA: There is a relationship between Total Quality Management (TQM) and increased organizational performance.
1.6
Scope of the study

This study focuses on examining the impact of TQM in First Bank, Ikotun. 

This study also will examine the level of managements involvement in TQM implementation in First Bank, Ikotun. 

Also, this study will examine the challenges militating against TQM implementation in in First Bank, Ikotun. 

Further more, this study will look into if the application of TQM principles in in First Bank, Ikotun has led to the significant success of their project.

The staff of First Bank Plc, Ikotun, Lagos State serve as the enrolled participants for this study.
1.7
Significance of the study

This research on the effect of Total Quality Management on corporate success can assist employees and companies, such as First Bank Plc, grasp the principle of total quality management (TQM) and its significance in the business world, as well as assist them in the fields of sourcing, production, product service, and marketing.

This study will also help to encourage employees to work better for better quality and it will also bring about innovation in an organization and help them adapt to change in the contemporary business domain.

Furthermore, this study will add to existing literature on this topic and will serve as a reference material for further research on this topic or related domain.

1.8
Limitation of the study

The major limitations to the study are insufficient funding to involve many respondents to this research and carry out other logistics required in this study. Also, the time factor was another constraint where the researcher had to share available time with academic work and conducting of this research within the given time frame.

Inadequate materials needed for the success of this study was another factor that limited this study. The sources of literature and conducting of interviews in order to validate this research posed a barrier to the researcher.

Furthermore, due to the current state of the Coronavirus pandemic in the country that has limited most inter-state travel, this posed a major constraint to this research because the researcher had to observe all the necessary Covid-19 precautions. Also, limiting this study to only to First Bank Plc, Ikotun, Lagos State, instead of involving all the 36 states in Nigeria was another limitation of this study.
1.9
Operational Definition of Terms

Total Quality Management: A culture adopted by the organization and deployed to all employees in organization, in order to achieve the customer satisfaction.
Organization: An organization is an entity such as a company, an institution, or an association – comprising one or more people and having a particular purpose.
Productivity: Productivity is the efficiency of production of goods or services expressed by some measure.

CHAPTER TWO

LITERATURE REVIEW

2.1
INTRODUCTION

Literature review refers to the critical examination of the state of knowledge, including substantive findings as well as theoretical and methodological contribution to a particular topic. In line with this definition, the literature reviewed revolved around the exploration of the intrinsic meaning of variables under study.

Our focus in this chapter is to critically examine relevant literature that would assist in explaining the research problem and furthermore recognize the efforts of scholars who had previously contributed immensely to similar research. The chapter intends to deepen the understanding of the study and close the perceived gaps.

Precisely, the chapter will be considered in four sub-headings:

Conceptual Framework

Theoretical Framework, and
Empirical Review
2.2
CONCEPTUAL FRAMEWORK
Total Quality Management (TQM)

Early in World War II, when Japanese goods and services were of low quality, the quality revolution arose in Japan. Over the next two decades, Philip B. Crosby, W. Edwards Denning, Armand v. Fregenbaum, Kaoru Ishikawa, Joseph M. Jurah, Genachi, Jaguchi, and others expanded the definition of quality to include reliability engineering and quality assurance (Calvo-Mora, A., Leal, A., and Roldan, J.L. 2005). Previously, "quality" meant quality assurance, which emphasized the need for design conformance. It places a strong focus on pre-determined parameters. Quality is a control measure or mechanism that ensures that products and services meet those requirements, as well as the management of the production of certain goods and services to ensure that they meet certain expectations. TQM encompasses more than just the development of generic goods or services.


TQM goes beyond just producing standardized products or services.

Choi, T.Y. and Eboch, K. (1998) have defined TQM as a means of applying the quality concept to facilitate team work, employee empowerment and reduction in cycle time.

TQM involves everyone at all levels in the organization and has an impact on every activity.

This requires changes in the culture of the organization of the organization, in management style and in workers. Management relationship quality should not be perceived as something that is done to you, at you or for you.

In particular, teamwork is of prime importance in solving problems and meeting customers’ needs (Kanji, G. and Moura S. 2002).

Salaheldin and Ismail (2009) recently described TQM as "an integrated system of tools, techniques, and training that defines and promotes the constant attainment of customer satisfaction through an integrated system of tools, techniques, and training." This entails enhancing corporate processes in order to provide high-quality goods and services.

The significance of quality in today's competitive environment, such as Nigeria, cannot be overstated. "To remain ahead in the toiletries market, you must have high quality goods and uphold quality standards," Zhang, Zhihai, (2000) said. He also agreed with Ayorinde that it is not an environment where lip service can suffice, and went on to list ways to ensure that consistency is upheld, including package sampling and clearance of any batch blend, as well as constant control at all stages of the manufacturing process.

However, he also noted that quality management does not stop with the final product, but rather persists after the product is made until it meets the customers, as "quality assurance" is used. We keep track of how the commodity moves, how it reacts to various storage methods, its efficient shell life, appearance, and acceptability. In other words, quality monitoring consumes a significant amount of time and effort on the part of organisations, and is now referred to as overall quality management.

Some Contributions Of (TQM) Total Quality Management

The field of TQM is littered with gurus and consultants, each expounding his own philosophy and approach. While each philosophy shares the core set of defining characteristics of TQM, there are important differences and contradictions. Before setting out on the TQM road, it is helpful to gain an understanding of the philosophies of the main gurus.

Edward Denning

Denning was born in the United States in 1900, received his Ph.D. in mathematical physics in 1928, and later worked for the United States government during World War II, using statistical process control methods developed by Walter Shewhart Alter.

He wrote down some philosophy which was later known as Dennings philosophy of TQM;

Create consistency of purpose for improvement of product and services.

Adopt the new philosophy

End the practice of awarding business on price alone instead minimize total cost by working with single supplier.

Cease dependence on inspection to achieve quality.

Adopt and institute leadership.

Break barriers between staff areas.

Put everybody in the company to work accomplishment the transformation.

Remove barriers that rob people of pride of workmanship and eliminate the annual rating or merit system.

Institute vigorous programme of education and training.

Eliminate numerical quotas.

Drive out fear

Eliminate slogans, exhortation and targets for the workforce.

Initiate modern methods of training on the job.

Consistently and forever improve the system of production and services.

Joseph M. Juran

Juran (1951), a black-born American, rose to fame in 1951 after the publication of his first book, Quality Management Handbook. His lectures stressed the importance of quality control as a component of management control. Huram, for example, defines a quality trinity of quality assurance, quality management, and quality enhancement and demonstrates how they function, much as strategic preparation, budget control, and benefit managers do (Juran, 1986).

Dr. Juran's philosophy is founded on the idea that quality must be planned.Juran on planning, sets out his current thoughts on quality planning.

The nine steps on how to achieve quality as written by Dr. Juran.

1.Identify who the customers are.

2.Determine the customers needs.

3.Translate those needs into term that will be understood by business.

4.Develop a product that can respond to the customer need.

5.Optimize the products features to meet the needs of the business as well as customers needs.

6.Develop a process that is able to manufacture the product.

7.Optimize the process

8.Prove the process under operating condition.

9.Determine to transfer the process to operate like Denning.

Philip Kotler

Quality, according to Kotler (1997), is the amount of a product's or service's features and characteristics that bear on its capacity to meet a claimed or implied need.

Kotler's concept is customer-oriented, in the sense that quality is considered to have been delivered when a company's goods and services match or surpass customer standards.

However, the issue of quality concept has become popular and acceptable in modern business because of poor quality culture and the general misconception about quality in a typical traditional production setting.

Obviously, there are three basic defects in quality concept which total quality management is out to correct.

These defects include;

Quality determination based on product design and conformity to such design.

Quality control based on product/services inspection.

Quality control is the exclusive responsibility of the quality control department.

However, it is important to note that the scope of total quality management (TQM) is large which makes it somehow difficult to have one short definition that embraces its scope.

Many scholars have made good attempt to provide definitions that embraces its scope.

An approach to management that aims at continual increases in service to consumers by developing constantly developing organizational processes and structures, according to Koontz and O'Donnel (1977) quoted in Philip Kotler (1997). Management, according to this concept, involves establishing a complete quality culture focused on constantly enhancing the efficiency of all tasks and value chain activities.

Total quality management is described by Tari, J.J., and Molina-Azorin, J.F. (2010) as a method that strives for a continuous improvement in customer satisfaction while lowering real costs. "Complete quality control is all about producing quality products and delivering outstanding customer services," according to Strickland (1996), quoted in Tari, J.J., and Molina-Azorin, J.F. (2010).
Customer Focus And Satisfaction

Customer satisfaction is the driving force behind the existence of every company. The US Department of Commerce's quality award criteria (1993) analyzed organizations' relationships with consumers and awareness of customer requirements as well as the primary quality factors that drive marketplace competition in order to determine the level of customer satisfaction in Total Quality practice.

They inferred that an understanding of customer requirements derives from thoroughness and objectivity of the organization, customer types and product/service features.

According to Vecchi, A., and Brennan, L. (2011), other key excellence indicators for customer satisfaction include management's commitment to empowering front-line employees, strategic infrastructure support for front-line employees, and attention to hiring training, attitude, and morale for front-line employees. 

Ross is of the view that these activities will help employees relate to customers in highly professional manners and also provide services/products that will satisfy their requirements. While the researcher agrees with Ross's propositions to some extent, front line empowerment and other issues raised are not sufficient in and of themselves. Customer service, system proactive management of customer relationships, and the use of all listening posts-surveys, product/service follow-ups complaints, customer and employee turnover should also be adopted as key excellence indicators.

Consumer focus and orientation, according to Forza, C., and Flippini, R. (2008), offers a shared purpose for all organizational activities and participants since the quality of a product is determined by what the customer thinks it is. It considers design quality as well as adherence to quality standards. "Even though a company isn't based on its clients, its rivals are," according to Fiegenbaum, A.V. (1996). Customers are aware of where such rivals can be found." He also thinks that "customer attention" isn't just a one-time thing. It necessitates a long-term dedication to all organizational capital".

It is important for a company to have a thorough understanding of its customers in order to succeed in any customer-focused initiative. Customers' expectations and principles should affect every aspect of the company, according to Fiegenbaum, A.V. (1996). This includes policy, employee staffing and efficiency, product and service creation, sales and marketing programs, operating processes, and information and measurement systems. Customer attention and satisfaction allow businesses to learn not just what their customers think about them, their products, and their rivals, but also about their personal lives.

Total Quality Management Principles

Companies should adopt a number of principles in an organized manner for effective TQM implementation, according to the consensus. Furthermore, numerous studies and instruments have been developed by individual researchers, such as Flynn et al. (1994), Black and Porter (1996), Ahire et al. (1996), and Zhang et al. (2000), and organizations, such as Malcolm Baldrige Award, EFQM (European Foundation For Quality Management), and Deming Prize Criteria, to assess essential factors of overall quality management. ISO 900 and the Jordan business excellence model (JEBEM). The researchers chose the following eight TQ principles based on previous research and models: customer focus, leadership, continuous improvement, employee involvement, fact-based management, process management, strategic quality management, and supplier involvement.

Customer focus

Organizations rely on their customers, so they must understand the current and future needs, and achieve their needs, and work to exceed their expectations. This is achieved through research and understand all the needs and expectations of the customer in terms of products, services and delivery date, price and reliability, and to link the goals established with the needs and expectations of the client, and follow the way of ensuring a balance between the needs and expectations of customers and other stakeholders (owners, employees, suppliers and the community), and inform all levels in the facility this needs and expectations, and measure customer satisfaction and act according to the results, customer relationship management to achieve the common interest.

Leadership

The dedication of senior management to the implementation of total quality management in various integrated operations gives the Total Quality theory its strength. Establishing a clear future vision for the facility, developing and maintaining common values, fairness, and models of moral standards at all levels of the facility, building confidence and removing fear, and providing staff with the requisite tools and proper preparation to inspire workers and promote a spirit of excitement in them are all things that leadership should play a key role in.

Strategic Quality Planning: Today's businesses are bombarded with demands to increase efficiency. Strategic Quality Planning is a process used by quality agencies, quality managers, and quality experts to determine the "right" quality initiatives for managing quality today and in the future. External and internal environmental review, development of a quality mission, development of a quality policy, development of quality strategic goals, development of a strategic quality plan, implementation of a quality strategy, monitoring and assessment of a quality strategy are among the requirements.

Employee involvement: Employee participation is critical to the success of quality initiatives. This can be accomplished by forming work groups, searching for ways to improve employee competence, sharing knowledge and experiences among teams and groups, and concentrating on employee morale and loyalty. Education, training, collaboration, employee feedback, and employee engagement were among the quality-improvement practices studied.

Process management

When resources and activities are handled as process-related, desired results are accomplished more easily and efficiently. This is accomplished by: identifying the activities required to achieve the desired result, measuring the process's inputs and outputs, identifying the communication channels for the company's main activities, risk assessment results, and the potential impacts of operations on customers, suppliers, and other stakeholders, and clearly defining the responsibilities and authorities of the of The focus should be on how best design, manage and improve processes in order to fully satisfy, and generate increasing value for, customers and other stakeholders.

Continuous improvement

Continuous development is an essential part of TQM. Processes are improved and of better quality as a result of continuous improvement. The expression "continues" is used to describe both gradual and breakthrough progress. Continuous innovation ensures that businesses find new ways and strategies to increase product quality, efficiency, competitiveness, and consumer satisfaction. The goal of continuous improvement is to ensure that the organization's resources are used efficiently and effectively, as well as to create a quality-driven culture.

Fact-Based management

Organizations of all sizes and types will often succeed or fail in the quality of their decision-making; we need to adopt a fact-based decision-making approach. Fact-based decision making involves putting considerable initial emphasis on the gathering of facts, figures, data and evidence. Effective decisions are based on data and information analysis. This is accomplished by taking measurements and collecting data and information relevant to the purpose, as well as ensuring the accuracy and validity of the data, information, and easy access to, and analysis of data and information methods, and understanding the significance of using appropriate statistical techniques, and decision-making is based on the results of logical analysis.

Supplier management

An company and its suppliers are self-contained and collaborate in a collaborating setting with the same purpose in mind: to please the end consumer. Firm-supplier partnerships, product quality as a criteria for supplier selection, supplier engagement, contact with suppliers, knowledge of supplier efficiency, and supplier quality audits are all examples of this (Zhang, 2000). Benefits gained from successful relationship such as: Increase ability to create value for parties, long term commitment, mutual trust, flexibility and speed of joint responses to changing market or customer needs and expectations and optimization of costs and resources.

The Tools For TQM

Total quality management involves the use of many basic tools. These tools stress the importance of pursuing on endless cycle of monitoring and correction by detecting excessive variation in performance, they are:

Flow chart

Pareto chart

Control chart

Check sheet

Scatter diagram

Fishbone diagram

Flow Chart

This tool graphically depicts the order in which tasks in a process are performed in order to achieve a result. It defines three basic elements: inputs, actions, and outputs, as well as their logical relationships. Inputs are the tools that a process uses (for example, people, data, or money).

There are three common symbols in flow charts, but there are several more. A rectangle represents an operation, a rhombus represents a decision, and an arrow represents the process' logical flow. Flow charts may aid in the identification of problem sources.

Pareto Chart

This graph is created by gathering data to identify significant issues and then showing them in a histogram. It may aid in the identification of a problem's major causes and the subsequent creation of a suitable solution. The pareto chart is based on the assumption that a small percentage of triggers can result in a large percentage of results. As a result, the map highlights the most serious issues by examining the widest bars. Knowing the true cause aids in the resolution of the problem.

Obtaining data for a Pareto chart is critical in determining the possible causes of a problem. The tasks require collecting statistics for a time period or reviewing previous performance records.

Control Chart

This chart detected variations that occur beyond acceptable limits for repetitive processes and for determining the cause of deviations. In a control chart, the average rate is recorded at the centre of the chart. The upper and lower control limits, which represent the minimum and maximum permissible level of variation, are used to indicate the acceptable tolerance level of performance ranges.As the plots are recorded, special attention is paid to the occurrences falling outside of the tolerance levels.

Following the identification of deviations, staff efforts should be focused on any variations to improve performance, with the goal of reducing erratic patterns and sharp spikes in the chart.

Check Sheet

A check sheet, also known as a frequency distribution, is a blank type used to document the number of events that occur on an internal or category level. It's best for gathering samples from a given population in order to find a trend. Histograms reflect the data obtained from check sheets. A histogram is a graph that shows the total number of occurrences for each interval as lines. The most events are represented by the tallest bar.

Scatter Chart

This map, also known as a conservative chart, depicts the relationship between two variables (factors) and highlights any differences. Any deviation from the standard is referred to as a variation, and once detected, it requires additional attention and study. To create a scatter map, you'll need to be able to gather accurate and relevant data. It necessitates the gathering of data over a period of time or the examination of past performance records.

Importance Of Total Quality Management In An Organization

Minimization of waste. The TQM concept focused on zero defects as a way of minimization.

Quality must be interacted throughout the organization.

There must be employee commitment to continuous improvement.

A focus on product improvement from the customers view point.

The goal of customers satisfaction and the systematic and continuous research process related to customer satisfaction.

Recognition that personnel at all levels share responsibility for product quality.

Suppliers are partners in the TQM process.

Total Quality Management Concept aims to foster the technological advancement.

Implementation Of Total Quality Management (TQM) Programme In An Organization

As earlier stated, total quality management is a way of trying to improve the effectiveness, efficiency, flexibility and competitiveness of a business for a while. Quality Management, quality assurance, quality controls are all embodied in total quality management with other activities of management.

Therefore, an organization that wishes to implement total quality management should strictly follow the lay down steps;

Establish total quality criteria; this entails determination of the standards, criteria for measuring quality.

Establish people oriented management and intimate all the employees of the quality plan and let every employee understands how this works links with that of the other in achieving the organizations output.

Establish a plan for resources generation utilization and conservation.

Details of the process, design, control and improvement should be carefully worked out.

Organizational performance

Organizational success relies heavily on performance assessment. Organizational performance is described as an organization's actual production or results as compared to its expected outputs (or goals and objectives). Organizational success entails a series of tasks that are repeated on a regular basis to develop organizational objectives, monitor progress toward those goals, and make changes to achieve those goals more effectively and efficiently. While examining the relationship between quality principles and practices and performance, scholars have used different performance types such as financial, innovative, operational and quality performance. . A brief description of measure:

Operational Efficiency: It is the company that converts inputs into outputs in the form of products and services more valuable than the value of the inputs through the conversion processing. In this research, operational efficiency will be measured by the following indicators: unit cost, quality, delivery, flexibility, and speed of new product introduction.

Employee satisfaction is a metric that assesses how happy employees are with their jobs and working environment. Employee satisfaction is influenced by a variety of factors, including working conditions, workplace safety and security, reward systems, and career advancement.
Relationship between TQM and Organization Performance

The role of quality in improving organizational performance has been described in numerous publications, studies, and surveys. TQM clearly has an effect on the manufacturing and service industries' business efficiency.

According to Das et al., (2006), there is a connection between TQM implementation and organizational success, and five TQM values, customer attention, continuous improvement, top management engagement, employee participation, and product creativity, have a major positive impact on product quality, suggesting the use of incentive and recognition to engage employees in TQM efforts.

TQM implementation has a positive impact on both operational and organizational efficiency, according to Salaheldin (2008). Customer attention, continuous improvement, top management engagement, employee participation, and product creativity are all positively linked to product quality, according to the findings. Different TQM activities greatly impact different performance outcomes, according to Sadikoglu and Olcay (2014), with the key challenges being a lack of employee engagement, employee knowledge and dedication, an inadequate firm structure, and a lack of resources. Abuzaid, (2015) indicated that Jordanian private hospitals apply total quality management practices to a high degree. Within total quality management practices, private hospitals place the greatest emphasis on customer orientation, supplier management, strong support from top management for quality efforts, and a concern from target hospitals for employee participation in quality management activities.

Barriers in the Implementation of TQM 

As addressed in this section, Sallis (2002) identifies a number of obstacles to effective TQM implementation. TQM is difficult work, as the author admits. A quality culture takes time to grow. Hard work and time are two of the most formidable barriers to quality development on their own. In the face of the plethora of new problems and improvements confronting education, TQM needs a leader. Improving quality is a delicate process. The majority of cultures are conservative, and homeostasis is the rule. The members of staff in any organization are most comfortable with what they know and understand. However, to stand still while competitors are improving is a recipe for failure. Sallis (2002) further argues that if TQM is to work it must have the long-term devotion of the senior staff of the institution. They must back it and drive it. Senior management may themselves be the problem. They may want the results that TQM can bring, but be unwilling to give it their wholehearted support. Many quality initiatives falter because senior managers quickly return to traditional ways of managing. Fear by senior managers of adopting new methods is a major barrier. If senior management does not give TQM their backing, there is little that anyone else in the organization can do. The sheer volume of external pressures also stands in the way of many organizations attempting TQM. Although quality programmes are introduced with considerable publicity, too often they can be overtaken and submerged by other initiatives. There is a need to ensure that quality always has an important place on the agenda of an organization. This is where strategic planning plays such an important role. If TQM is firmly a part of the strategic role of the institution, and if there are good monitoring mechanisms in place, then there is a good chance that quality will keep a high profile. This makes it more difficult to dismiss and raises the likelihood of it being taken seriously (Deming, 1986). The strategic plan will assist employees in comprehending the institution's mission. It aids in the communication of ideas. Staff must understand where their organization is headed and how it can change in the future. Senior executives must have enough faith in their employees to express their vision for the institution's future. Fear of losing status and being disempowered by managers also prevents visions from being shared. When combined with a distrust of delegation by managers, this can make quality production virtually impossible. Managers must be able to delegate authority to their employees and be willing to accept that they will make honest mistakes (McCulloch, 1993). The strategic plan is therefore a path to achieving complete quality management practices by preparation, execution, tracking, and assessment of programs, all of which contribute to continuous improvement in an organization. With such programs in place, the quality of service delivery is almost certain to increase. A potential problem area in many institutions is the role played by middle management. They have a pivotal role because they both maintain the day-to-day operation of the institution and act as one of its most important communications channels. They can often block change if they have a mind to or they can act as the leaders of teams spearheading the impetus for quality improvement. Middle managers may not define their role as one of innovation unless senior management communicates to them their vision of a new future. Senior managers must be consistent in their behaviour when advocating and communicating the message of quality improvement. They can not say one thing and do another and then expect to engender enthusiasm among their staff or loyalty and commitment in their middle managers. They have to persuade others that new working methods will pay dividends. Managers aren't the only ones that can build quality barriers (Deming, 1986). Many employees are concerned about the effects of empowerment, especially if things go wrong. They are frequently at ease with monotony. They need to see the advantages for themselves. As a result, TQM must stop being solely about jargon and hype. This can quickly lead to a lack of interest, skepticism, and cynicism, as well as the assumption that nothing matters. Many of the obstacles to TQM are based on fear and confusion. Fear of the unknown, of trying something new, of trusting others, and of making mistakes are all effective defensive and resistance mechanisms. Staff cannot offer their best unless they feel trusted and that their opinions are valued. When embarking on the quality revolution, Deming (1986) argues that it is critical to "drive out terror," and it is critical to take this message seriously when establishing a quality institution. Humans oppose change because they are afraid of the unknown.
2.2 THEORETICAL FRAMEWORK

The proposed structural model is represented in Figure 1. In this model, the EFQM Excellence Model’s enabler criteria is considered as the TQM framework as empirically validated by Bou-Llousar et al. (2009). Many other authors, like Ghobadian and Woo (1996), and Westlund (2001) have also argued that the EFQM excellence framework could be considered as a TQM framework. Therefore, in this proposed structural model it is assumed that EFQM enabler’s criteria constitute the TQM constructs.
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Figure 1: Theoretical Framework

The review of the performance related TQM literature shows that there is a big difference in the use of performance measurement frameworks. The researchers do not use an adequate definition of organisational performance. For example, many studies measure performance in terms of financial measures only, like market share value, return on investment and profit (e.g. Nicolau and Sellers, 2010; Corredor and Goni, 2010; Easton and Jarrel, 1998). These studies do not consider any non-financial outcomes such as customer satisfaction, process improvement, employee satisfaction or social results adequately. Kaplan and Norton (1992) posit that traditional financial measures of accounting like return-on-investment and earnings-per-share might give deceptive signals about organisational performance. However, studies such as Bou-Llusar et al. (2009), Martinez-Costa, Choi, and Martinez (2009) and Curkovic et al. (2000) consider this issue and take both the financial and non-financial measures of performance. Thus, in this study, the construct of organisational performance is comprised of both financial and non-financial measures.

2.3. EMPIRICAL REVIEW

Muhammad Shafiq, Flevy Lasrado, & Khalid Hafeez (2019) conducted a study on the effect of TQM on organisational performance: empirical evidence from the textile sector of a developing country using SEM. The study adopted the survey research design to effectively achieve the aim of the study. The structured questionnaire with 5 likert scales was the primary data collection instrument.The findings of the study indicate that TQM has a highly positive effect on organisational performance. The findings support the divergence argument which indicates that the positive effect of TQM on organisational performance is not limited only to companies located in developed nations, but can also be equally achieved in other parts of the world. All the TQM elements have a positive relationship with financial and non-financial results. However, the element of people does not have a significant relationship with financial and non-financial results.

Nechi Ndubuisi .h. (2012) conducted research on the impact of total quality management on organizational productivity. The study used Ama brewery, 9th mile corner, Enugu as a case study. The study adopted the questionnaire and interpersonal method to effective elicit relevant information from the respondents, the aim of the study. The study disclosed that TQM has an impact on organizational productivity. The study also indicated that the failure to organize frequent employee training has been a major setback to organizations, while some management challenges disrupt TQM implementation in organizations. The study based on the finding recommended that organizations should engage in frequent employee training in-order to increase the level of individual and organizational competence and also all management levels should join hands in TQM implementation so that quality will be attained.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction


This chapter discusses the researcher's design and methodology for carrying out this research. It also shows the analysis and a test of research hypothesis.

3.2 Research Design


Research designs are perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researchers employed the survey research design. This is due to the nature of the study whereby the opinion and views of people are sampled.
3.3 Population of the study

According to Udoyen (2019), a study population is a group of elements or individuals, as the case may be, who share similar characteristics. These similar features can include location, gender, age, sex or specific interest. The emphasis on study population is that it constitutes individuals or elements that are homogeneous in description.   

This study was carried out to examine the impact of total quality management on organizational performance using selected First Bank branches in Ikotun, Lagos State as case study. Hence, all the staff of the selected branches form the population of the study.

3.4
Sample Techniques

In this study, the researchers adopted the purposive sampling method to determine the sample size. Out of all the entire staff of the selected first bank branches, the researcher purposively selected 80 staff out of the overall population as the sample size, which comprised of 20 staff from each of the four selected branches making a sum of 80 participants.

3.5
 Sample Size 

A study sample is simply a systematic selected part of a population that infers its result on the population. In essence, it is that part of a whole that represents the whole and its members share characteristics like similitude (Udoyen, 2019). 

The sample size for this study is 80 staff of First bank branches in Ikotun, Lagos State.

3.6 
Research Instrument



The research instrument used in this study is the questionnaire. 

3.7
Administration of Instrument


A survey containing 21 questions was administered to the enrolled participants. The questionnaire was divided into two sections, the first section enquired about the responses demographic or personal data while the second sections were in line with the study objectives, aimed at providing answers to the research questions which was raised against a four Likert scale of Strongly Agree(SA), Agree(A), Strongly Disagree(SD) and Disagree(D). Participants were required to respond by placing a tick in the appropriate column. The questionnaire was personally administered by the researcher.
3.8
Method of Data Presentation and Analysis


The responses were analyzed using the frequency tables, which provided answers to the research questions. While the hypothesis was tested using Pearson Correlation statistical tool SPSS v23. 

CHAPTER FOUR

DATA PRESENTATION, ANALYSIS , INTERPRETATION AND DISCUSSION OF FINDINGS
4.1
Introduction

The purpose of this study was to  examine the impact of total quality management on organizational performance using selected First Bank branches in Ikotun, Lagos State as case study. This chapter is concerned with the presentation, analysis, interpretation, and discussion of data gathered via a questionnaire distributed to respondents.

The study answered the following research questions:

What are the impact of TQM in First Bank, Ikotun? 

What is the level of managements involvement in TQM implementation in First Bank, Ikotun? 

What are the challenges militating against TQM implementation in in First Bank, Ikotun? 

Has the application of TQM principles in in First Bank, Ikotun has led to the significant success of their project.
To achieve the purpose of this chapter, the following sub-headings are discussed:

Data Presentation

Answering Research Questions, and
Test of Hypotheses
4.2
Presentation and Data Analysis of Data

The table below shows the summary of the survey. A sample of 80 was calculated for this study. A total of 72 responses were received and validated. For this study, a total of  72 were validated for the analysis.

Table 4.1: Distribution of Questionnaire

	Questionnaire 
	Frequency
	Percentage 

	Sample size
	80
	100

	Received  
	72
	90.0

	Validated
	72
	90.0


Source: Field Survey, 2021

Table 4.2: Demographic profile of the respondents

	Demographic Information
	Frequency
	Percent

	Gender

Male
	
	

	
	31
	43.0%

	Female
	41
	57.0%

	Religion
	
	

	Christian
	45
	62.5%

	Muslim
	27
	37.5%

	Age
	
	

	20-25
	08
	11.11%

	26-30
	15
	20.83%

	31-35
	19
	26.39%

	36+
	30
	41.67%

	Education
	
	

	HND/BSC
	16
	22.22%

	Masters
	23
	31.94%

	PHD
	33
	45.83%


Source: Field Survey, 2021

On demographic information, table 4.2 reveals that 43.0% of total respondents were male while 57.0% of the total respondents were female. This shows that the majority of the respondents were females. 62.5% of the total respondents were Christians while the remaining 37.5% were Muslims. 11.11% were aged between 20-25 years, 20.83% were aged 26-30 years, 26.39% were aged between 31-35 years, while the remaining 41.67% were aged 36 years and above. On the education of the respondents, 22.22% were HND/BSC degree holders, 31.94% were Masters degree holders, while the remaining 45.83% were PHD degree holders.
4.2.1
 Analysis of Data

Research Question 1: What are the impact of TQM in First Bank, Ikotun?

Table 4.3:  Impact of TQM in First Bank, Ikotun.

	Statement
	SA
	A
	SD
	D

	It has improved innovative process.
	16
	38
	06
	12

	It has reduced costs and better cost management.
	22
	31
	08
	11

	It has improved customer focus and satisfaction.
	34
	26
	00
	12

	It has increased customer loyalty and retention.
	21
	32
	10
	09

	It as enhanced market image.
	19
	37
	10
	06

	It has resulted higher productivity.
	31
	41
	00
	00

	It has strengthened competitive position
	20
	38
	07
	07


Source: Field Survey, 2021
In Table 4.3 above on the  impact of TQM in First Bank, Ikotun; on the statement "It has improved innovative process", 16 respondents strongly agreed, 38 respondents agreed, followed by 06 respondents that strongly disagreed while the remaining 12 respondents disagreed. 22 respondents strongly agreed that it has reduced costs and better cost management, 31 respondents agreed, 08 of the respondents strongly disagreed while the remaining 11 respondents disagreed. On the statement "It has improved customer focus and satisfaction", 34 of the respondents strongly agreed, followed by 26 respondents who agreed while the remaining 12 respondents disagreed.

21 respondents strongly agreed that it has increased customer loyalty and retention, 32 respondents agreed, 10 of the respondents strongly disagreed while the remaining 09 respondents disagreed. On the statement "It has enhanced market image", 19 of the respondents strongly agreed, followed by 37 respondents who agreed and 10 of the respondents who strongly disagreed while the remaining 06 respondents disagreed. 31 respondents strongly agreed that it has resulted higher productivity, while the remaining 41 respondents agreed, On the statement "It has strengthened competitive position", 20 of the respondents strongly agreed, followed by 38 respondents who agreed and 07 of the respondents who strongly disagreed while the remaining 07 respondents disagreed.
Research Question 2: What is the level of managements involvement in TQM implementation in First Bank, Ikotun?

Table 4.4:  Management level of involvement in TQM implementation

	Statement
	SA
	A
	SD
	D

	Very high level of involvement
	-
	-
	-
	-

	High level of involvement
	-
	-
	-
	-

	Low level of involvement
	-
	-
	-
	-

	Low level of involvement
	43
	29
	0
	00


Source: Field Survey, 2021
In Table 4.4 above on management level of involvement in TQM implementation; on the statement " low level of involvement”, 43 respondents strongly agreed, while the remaining 29 respondents agreed to this. There was no record for “Very high level of involvement, High level of involvement, and Low level of involvement.

Research Question 3: What are the challenges militating against TQM implementation in in First Bank, Ikotun?

Table 4.5:  Challenges of the implementation of  TQM.

	Statement
	SA
	A
	SD
	D

	Lack of adequate understanding of the process requirement
	22
	30
	09
	11

	High cost involvement to implementation process
	16
	35
	08
	13

	Lack of continuous professional development
	32
	31
	00
	9

	Time consumption
	25
	37
	04
	06

	lack of subordinate propensity to follow procedures
	23
	41
	00
	08


Source: Field Survey, 2021

In Table 4.5 above on the  challenges of the implementation of  TQM.; on the statement "Lack of adequate understanding of the process requirement", 22 respondents strongly agreed, 30 respondents agreed, followed by 09 respondents that strongly disagreed while the remaining 11 respondents disagreed. 16 respondents strongly agreed on the statement “High cost involvement to implementation process”, 35 respondents agreed, 08 of the respondents strongly disagreed while the remaining 13 respondents disagreed. On the statement "Lack of continuous professional development", 32 of the respondents strongly agreed, followed by 31 respondents who agreed while the remaining 09 respondents disagreed. 25 respondents strongly agreed on the statement “Time consumption”, 37 respondents agreed, 04 of the respondents strongly disagreed while the remaining 06 respondents disagreed. On the statement "lack of subordinate propensity to follow procedures", 23 of the respondents strongly agreed, followed by 41 respondents who agreed while the remaining 08 respondents disagreed.
Research Question 4: Application of TQM principles in First Bank, Ikotun has led to the significant success of their project?

Table 4.6:  The application of TQM principles in First Bank Ikotun has led to the success of their project.

	Option
	Frequency
	Percentage

	Strongly Agreed
	20
	27.78

	Agreed
	30
	41.67

	Strongly Disagreed
	14
	19.44

	Disagreed
	08
	11.11

	Total
	72
	100%


Source: Field Survey, 2021

From the responses obtained as expressed in table 4.6 above, on the statement “The application of TQM principles in First Bank Ikotun has led to the success of their project”, 27.78% of the total respondents strongly, 41.67% of  respondents agreed followed by 19.44% of the respondents who strongly disagreed while the remaining 11.11% of the respondents disagreed.

4.3
Test of Hypothesis

H0: There is no relationship between Total Quality Management (TQM) and increased organizational performance.

HA: There is a relationship between Total Quality Management (TQM) and increased organizational performance.
Level of significance: 0.05

Decision Rule: 

In taking decision for “r”, the following riles shall be observed;

If the value of “r” tabulated is greater than “r” calculated, accept the alternative hypothesis (H1) and reject the null hypothesis (H0).

If the “r” calculated is greater than the “r” tabulated, accept the null hypothesis (H0) while the alternative hypothesis is rejected
HYPOTHESIS ONE

There is no relationship between Total Quality Management (TQM) and increased organizational performance.

Table 4.7: Correlations between total quality management (TQM) and increased organizational performance (IOP).

	
	TQM
	IOP

	TQM
	Pearson Correlation
	1
	.892**

	
	Sig. (2-tailed)
	
	.000

	
	N
	72
	72

	IOP
	Pearson Correlation
	.892**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N 
	72
	72


Source: Survey data, 2021 

**. Correlation is significant at the 0.01 level (2-tailed)

The Pearson Correlation result in Table 7 contains the degree of association between TQM and IOP. From the result, the Pearson correlation coefficient, r, value of 0.892 was positive and statistically significant at (p< 0.000). This indicates that the  quality management (TQM) led to increased organizational performance (IOP). 
CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATION

5.1 Introduction

This chapter summarizes the findings into the impact of total quality management on organizational performance using selected First Bank branches in Ikotun, Lagos State as case study. The chapter consists of a summary of the study, conclusions, and recommendations.
5.1 Summary of Findings

Data was collected from primary sources, and four likert scale tables were used to analyze questionnaire responses, and the Pearson Correlation Statistical Tool SPSS v23 was used to test hypotheses.

From the findings analyzed, it was revealed that the application of TQM principles in First Bank Ikotun has led to the success of their project.

After testing the hypothesis with the Pearson Correlation Statistical Tool, it was discovered that there is a relationship between Total Quality Management (TQM) and increased organizational performance. as revealed by r, value of 0.892 which was positive and statistically significant at (p< 0.000), leading to the rejection of the null hypothesis which stated that there is no relationship between Total Quality Management (TQM) and increased organizational performance.

5.2
Conclusion
The goal of this study was to examine the impact of Total Quality Management (TQM) on organizational performance using First Bank Plc, Ikotun as a case study .The study's specific goal was to examine the impact of TQM in First Bank, Ikotun; examine the level of managements involvement in TQM implementation in First Bank, Ikotun; examine the challenges militating against TQM implementation in in First Bank, Ikotun and examine if the application of TQM principles in in First Bank, Ikotun has led to the significant success of their project.

The study adopted the survey research design and purposively enrolled participants in the study. A total of 72 responses were validated from the enrolled participants where all respondents were active staffs of the selected branches of First-Bank Ikotun, Lagos State.

Having critically examined the research questions, tested the hypothesis, and the research findings, the following conclusion was made based on the information gathered:
Total Quality Management has had numerous positive impacts on First Bank, Ikotun which include; improvement of innovative process, reduction of costs and better cost management, improvement of customer focus and satisfaction, increment of customer loyalty and retention, enhancement of market image, higher productivity and strengthening of competitive position etc.

Management of First Bank Ikotun has a low level of involvement in the implementation of TQM.
The challenges militating against TQM implementation in in First Bank, Ikotun include; lack of adequate understanding of the process requirement, High cost involvement to implementation process, Lack of continuous professional development, Time consumption and lack of subordinate propensity to follow procedures etc.

The application of TQM principles in First Bank Ikotun has led to the success of their project.

There is a relationship between Total Quality Management (TQM) and increased organizational performance.
5.3
Recommendations

Having made the above findings and conclusion, this study recommends that;

First Bank and other corporate organizations should see TQM as a continuous project which should not be ignored.

Management at all levels should join hand in the implementation of TQM in the organization in order to achieve targets and satisfy customers.

All management challenges should be treated by teams of the employees and not be individual self solution.

First Bank in general should engage in frequent employee training in order to foster its quality attainment.

All the TQM principles must be implemented in order to achieve organizational goal targets.

The organizations should focus on developing a conducive organizational quality culture that provides a support in improving the quality of the operations or activities
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APPENDIXE

QUESTIONNAIRE

PLEASE TICK [√] YOUR MOST PREFERRED CHOICE(s) ON A QUESTION OF YOUR CHOICE

SECTION A

PERSONAL INFORMATION

1. Gender

Male

[  ]


Female 
[  ]

2. Religion 

Christian 
[  ]

Muslim 
[  ]

3. Age 

20-25

[  ]

26-30

[  ]

31-35

[  ]

36+

[  ]

4. Education

WAEC

[  ]

HND/BSC
[  ]

MASTERS
[  ]

PHD

[  ]

SECTION B

Please indicate the extent to which you are satisfied with the following items by ticking in any of the boxes represented by strongly agree (SA), agree (A), strongly disagree (SD) and disagree (D). 

Research Question 1: What are the impact of TQM in First Bank, Ikotun?

	
	Statement
	SA
	A
	SD
	D

	5
	It has improved innovative process.
	
	
	
	

	6
	It has reduced costs and better cost management.
	
	
	
	

	7
	It has improved customer focus and satisfaction.
	
	
	
	

	8
	It has increased customer loyalty and retention.
	
	
	
	

	9
	It as enhanced market image.
	
	
	
	

	10
	It has resulted higher productivity.
	
	
	
	

	11
	It has strengthened competitive position
	
	
	
	


Research Question 2: What is the level of managements involvement in TQM implementation in First Bank, Ikotun?

	
	Statement
	SA
	A
	SD
	D

	12
	Very high level of involvement
	
	
	
	

	13
	High level of involvement
	
	
	
	

	14
	Low level of involvement
	
	
	
	

	15
	Low level of involvement
	
	
	
	


Research Question 3: What are the challenges militating against TQM implementation in in First Bank, Ikotun?

	
	Statement
	SA
	A
	SD
	D

	16
	Lack of adequate understanding of the process requirement
	
	
	
	

	17
	High cost involvement to implementation process
	
	
	
	

	18
	Lack of continuous professional development
	
	
	
	

	19
	Time consumption
	
	
	
	

	20
	lack of subordinate propensity to follow procedures
	
	
	
	


Research Question 4

21. Application of TQM principles in First Bank, Ikotun has led to the significant success of their project?

	Option
	Please Tick

	Strongly Agreed
	

	Agreed
	

	Strongly Disagreed
	

	Disagreed
	




